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ABSTRAK 
Efek Kualitas Produk Terhadap Loyalitas Pelanggan yang Dimediasi oleh 
Kepercayaan dan Kepuasan Pelanggan 
(Studi pada Pelanggan Indovision di Kota Solo) 
Oleh : 
M. Frisca Ayu 
F0210081 
Tujuan penelitian ini adalah untuk menguji pengaruh kualitas produk 
terhadap kepercayaan dan kepuasan pelanggan, serta menguji kualitas produk, 
kepercayaan, dan kepuasan pelanggan terhadap loyalitas pelanggan Indovision 
di Kota Solo. Sampel yang digunakan dalam penelitian ini sebanyak 154 
responden. Teknik pengumpulan data menggunakan kuesioner. Pengambilan 
sampel menggunakan metode non probability sampling, yaitu purposive 
sampling. Teknik pengujian data menggunakan SEM dengan bantuan perangkat 
GeSCA. 
Berdasarkan hasil analisis model struktural SEM dalam penelitian ini, 
didapatkan hasil : kualitas produk tidak berpengaruh signifikan terhadap loyalitas 
produk, tetapi berpengaruh signifikan terhadap kepercayaan dan kepuasan 
pelanggan. Kepercayaan berpengaruh signifikan terhadap loyalitas pelanggan. 
Kepuasan pelanggan berpengaruh signifikan terhadap loyalitas pelanggan. 
Keterbatasan dalam penelitian ini adalah obyek amatan difokuskan pada 
pelanggan Indovision di Kota Solo, sehingga berdampak pada generalisasi studi 
yang bersifat terbatas. Penelitian selanjutnya dapat melengkapi keterbatasan 
pada penelitian ini. 
Kata kunci : kualitas produk, kepercayaan, kepuasan pelanggan, loyalitas 
pelanggan. 
 
iii 
 
ABSTRACT 
The Effect of Product Quality On Customer Loyalty Mediated by Trust and 
Customer Satisfaction 
(Study On Indovision Customer Solo) 
 
By: 
M. Frisca Ayu 
F0210081 
 
The purpose of this study was to examine the influence of product quality 
on trust and customer satisfaction, as well as testing the effect of product quality, 
trust, and customer satisfaction on customer loyalty of Indovision Solo. The data 
was collected by a set questionaire involving 154 respondent. The sample was  
taken by non-probability sampling method which was purposive sampling. 
Hypoteses testing were done by SEM with GSCA software assistance. 
Based on analysis of the structural model (SEM) the result showed : 
product quality has not significant effect on customer loyalty, but affect on trust 
and customer satisfaction. Trust has significant effect on customer loyalty, and 
finally customer satisfaction has significant effect on customer loyalty. 
The sample of this study covered only in customer Indovision Solo. This 
prudent the generalization of the result of this research in narrow. The next 
research could examine another variable to know the effect on intention to revisit. 
 
Keyword : product quality, trust, customer satisfaction, customer loyalty. 
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MOTTO 
 
Believe in the future. The world is getting better. There still plenty of opportunity. 
-Walt Disney- 
 
Some failures only come to teach you the art of patience. 
-Donald Duck- 
 
Dare if you want to. Don’t fear you fall. Take a chance ‘cause it’s better than 
never to chance it at all. 
-Cinderella- 
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